Total [_] Exchang[ ] Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2019
Reporting Unit Type: Reporting Unit Name: Total Company
Date filed Date filed Date filed Date filed
. . (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 125.14 131.17 103.53 172.44 283.73 128.61 98.79 343.22 359.09 198.55 273.34 114.29
Min. standard = 5 bus. days Total # of service orders 82 60 77 91 103 87 74 129 119 95 93 78
Avg. # of business days 1.53 2.17 1.34 1.89 2.75 1.48 1.34 2.66 3.02 2.09 2.94 1.47
Installation C it ¢ Total # of installation commitments 131 100 138 165 188 145 158 158 151 163 160 127
I\r/|1isn.ast2rl132rd irggol/orzs:qmitm ent Total # of installation commitment met 131 100 138 165 188 145 158 158 151 163 160 127
met Total # of installation commitment missed 0
% of commitment met 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Customers Acct # for voice or bundle, res+bus 13559 13523 13495 13442 13439 13418 13373 13343 13313 13287 13249 13249
Customer Trouble Report
6% (6 per 100 working lines Total # of working lines 15640 15600 15561 15625 15597 15537 15476 15432 15382 15347 15352 15301
= |for units w/ = 3,000 lines) Total # of trouble reports 103 261 165 107 121 95 74 85 66 64 65 109
= ' % of trouble reports 0.66 1.67 1.06 0.68 0.78 0.61 0.48 0.55 0.43 0.42 0.42 0.71
5 | 8% @ per 100 working ines 2B
o [for units w/ 1,001 - 2,999 lines) |-
c Y% of trouble reports
S |10% (10 per 100 working lines Total # of working lines
for units w/ 1,000 lines) Total # of trouble reports
% of trouble reports
Total # of outage report tickets 31 70 33 26 35 21 21 21 26 19 22 35
Adjusted Total # of.re|.oair tickets restored in < 24hrs 31 70 33 26 35 21 21 21 26 19 22 35
Out of Service Report % of repair t|cket§ restored € 24 Hours 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 145:34 623:36 274:2 243:36 195:27 131:49 184:45 160:32 234:59 167:35 161:27 222:39
' Avg. outage duration (hh:mm) 4:43 8:54 8:18 9:22 5:35 6:16 8:47 7:38 9:20 8:49 7:20 6:21
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 55 206 107 62 87 49 46 39 41 40 48 85
Unadjusted Total # of all repair tickets restored in < 24hrs 50 183 90 45 74 41 40 33 35 33 41 72
Out of Service Report % of repair tickets restored < 24 Hours 90.91 88.83 84.11 72.58 85.06 83.67 86.96 84.62 85.37 82.50 85.42 84.71
Sum of the duration of all outages (hh:mm) 438:35 3253:9 3611:21] 1864:55| 2660:25 625:31 818:44 486:25| 1566:40 871:31 542:10] 1247:55
Avg. unadjusted outage duration (hh:mm) 7:58 15:47 33:45 30:40 30:34 12:45 17:47 12:28 38:11 21:47 11:17 14:40
Refunds Number of customers who received refunds 0 0 0
Monthly amount of refunds 0 0 0
ng\vﬁlgg‘&Igf;‘;?]'j;;ﬁc’;gswTOF:CaEI‘Ii":%g‘ Total # of calls for TR, Billing & Non-Billing 5567 4031 4663 5256 5050 3523 6408 4545 5051 5023 3952 4823
seconds to reach live agent (w/ a menu O;tion Total # of call seconds to reach live agent 5007 3860 4455 4960 4790 3491 5893 4360 4555 4948 3809 4711
to reach live agent) % < 60 seconds 89.94% 95.76% 95.54% 94.37% 94.85% 99.09% 91.96% 95.93% 90.18% 98.51% 96.38% 97.68%

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: requlatory@stcg.net
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mailto:regulatory@stcg.net




[] Total [_] Exchang{¥] Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2019
Reporting Unit Type: Reporting Unit Name: OKHRCAXA (Host)
Date filed Date filed Date filed Date filed
. . (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of business days 37.59 63.36 53.96 51.38 200.00 61.15 36.43 92.44 229.11 78.12 157.90 39.29
Min. standard = 5 bus. days Total # of service orders 34 34 41 37 51 45 39 58 58 46 46 40
' ' Avg. # of business days 1.11 1.86 1.32 1.39 3.92 1.36 0.93 1.59 3.95 1.70 3.43 0.98
Installation C it ¢ Total # of installation commitments 52 49 69 66 96 67 81 71 75 73 84 62
I\I;;.ast;ggrd ngg’k)r:srzmitment Total # of installation commitment met 52 49 69 66 96 67 81 71 75 73 84 62
met Total # of installation commitment missed 0 0 0
% of commitment met 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Customers Acct # for voice or bundle, res+bus 7780 7757 7735 7692 7675 7653 7626 7607 7580 7534 7515 7520
Customer Trouble Report
- Total # of working lines 7921 7901 7883 7844 7818 7786 7756 7716 7689 7666 7674 7642
G:i/f (Svfgrslggonicr)\ rking lines for = o of trouble reports 55 114 78 55 65 45 38 35 28 34 33 51
T [mewEs es) % of trouble reports 0.69 144 0.99 0.70 0.83 058 0.49 0.45 0.36 0.44 0.43 0.67
;% 8% (8 per 100 working lines for 12::: z g]: ::glzl:)llggrgngts
E_ units w/ 1,001 - 2,999 lines) % of trouble reports
c " "
= | 10% (10 per 100 working lines igtg: z 8; ::glzlf)llr;grggifts
for units w/ < 1,000 lines) % of trouble reports
Total # of outage report tickets 19 33 18 14 19 9 15 6 12 10 10 17
Adjusted Total # of_repair tickets restored in < 24hrs 19 33 18 14 19 9 15 6 12 10 10 17
Out of Service Report % of repair t|cket_s restored < 24 Hours 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Min. standard = 90% within 24 hrs Sum of the durathn of all outages (hh:mm) 125:27 326:7 115:12 149:20 91.56 56:39 162:26 51:41 123:34 91.60 123:49 135:26
' Avg. outage duration (hh:mm) 6:36 9:52 6:24 10:38 4:50 6:17 10:49 8:36 10:17 9:60 12:22 7:58
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 33 88 53 33 53 21 25 13 19 19 25 41
Unadjusted Total # of all repair tickets restored in < 24hrg 31 79 47 25 44 20 21 13 17 16 22 37
Out of Service Report % of repair tickets restored < 24 Hours 93.94 89.77 88.68 75.76 83.02 95.24 84.00 100.00 89.47 84.21 88.00 90.24
Sum of the duration of all outages (hh:mm) 277:24 1254:37 2282:23 876:43] 1733:30 186:11 535:17 87:58| 1118:43 356:34 268:17 613:59
Avg. unadjusted outage duration (hh:mm) 8:24 14:15 43:3 26:34 32:42 8:51 21:24 6:46 58:52 18:46 10:43 14:58
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0 0 0
Q”SVE‘_’-”F Timh‘;_ (Tf‘iubf F;ef‘g;/"Tf"' ﬁ””jgs (f‘ Total # of calls for TR, Billing & Non-Billing 5567 4031 4663 5256 5050 3523 6408 4545 5051 5023 3952 4823
eors treach oo agont (4] & mond antion | 7018 # Of call seconds to reach live agent 5007 3860 4455 4960 4790 3491 5893 4360 4555 4948 3809 4711
to reach live agent) % < 60 seconds 89.94% 95.76% 95.54% 94.37% 94.85% 99.09% 91.96% 95.93% 90.18% 98.51% 96.38% 97.68%

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: requlatory@stcg.net



mailto:regulatory@stcg.net
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[] Total [_] Exchang[+] Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2019
Reporting Unit Type: Reporting Unit Name: BSLKCAXF
Date filed Date filed Date filed Date filed
. . (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 1.32 0.00 1.64 6.66 9.09 1.90 0.16 5.38 14.13 0.00 3.78 0.00
Min. standard = 5 bus. days Total # of service orders 4 1 1 5 7 3 2 4 4 0 4 1
Avg. # of business days 0.33 0.00 1.64 1.33 1.30 0.63 0.08 1.34 3.53 0.00 0.94 0.00
Installation C it ¢ Total # of installation commitments 4 2 1 6 8 4 5 4 7 2 5 3
I\r/|1isn.ast2rl132rd nggol/orzs:qmitment Total # of installation commitment met 4 2 1 6 8 4 5 4 7 2 5 3
met Total # of installation commitment missed 0 0 0
% of commitment met 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Customers Acct # for voice or bundle, res+bus 476 473 473 473 476 476 480 474 474 470 466 464
Customer Trouble Report
N Total # of working lines
6% (6 per 100 working lines Total # of trouble reports
-c% for units w/ 2 3,000 lines) % of trouble reports
& [ @ per 100 wonng nes [Tz cluona e
2 for units w/ 1,001 - 2,999 lines) % of trouble reports
c
= _ Total # of working lines 516 517 511 510 515 516 512 510 507 506 505 500
= f(l)?(:fni(tlsov\f;esr i%%gi::g? lines Total # of trouble reports 4 8 7 5 4 3 4 0 1 2 0 2
' % of trouble reports 0.78 1.55 1.37 0.98 0.78 0.58 0.78 0.00 0.20 0.40 0.00 0.40
Total # of outage report tickets 2 3 2 1 2 1 0 0 1 0 0 0
Adjusted Total # of.re|.oair tickets restored in < 24hrs 2 3 2 1 2 1 0 0 1 0 0 0
Out of Service Report % of repair t|cket§ restored € 24 Hours 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 1:31 11:48 26:6 1:10 4:12 1:43 0 0 7:30 0 0 0
' Avg. outage duration (hh:mm) 0:45 3:56 13:3 1:10 2:60 1:43 0 0 7:30 0 0 0
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 2 7 5 2 4 1 0 0 1 1 0 2
Unadjusted Total # of all repair tickets restored in < 24hr 2 6 4 1 3 1 0 0 1 1 0 2
Out of Service Report % of repair tickets restored < 24 Hours 100.00 85.71 80.00 50.00 75.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Sum of the duration of all outages (hh:mm) 1:31 179:7 78:6 95:42 36:51 1:43 0 0 7:30 1:42 0 24:36
Avg. unadjusted outage duration (hh:mm) 0:45 25:35 15:37 47:51 9:12 1:43 7:30 1:42 0 12:18
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0 0 0
Answer Time (Trouble Reports "TR", Billing & [T531% of calls for TR, Billing & Non-Billing
Non-Billing) Min. standard = 80% of calls £ 60 Total # of call seconds to reach live agent
seconds to reach live agent (w/ a menu option
to reach live agent) % < 60 seconds

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: regulatory@stcg.net
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mailto:regulatory@stcg.net




[] Total [_] Exchang[+] Wire

California Public Utilities Commission
Service Quality Standards Reporting

General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2019
Reporting Unit Type: Reporting Unit Name: MRPSCAXF
Date filed Date filed Date filed Date filed
. . (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 26.20 58.02 24.21 70.3 47.81 25.00 51.82 166.13 75.55 43.17 39.32 22.80
Min. standard = 5 bus. days Total # of service orders 15 10 21 29 22 15 33 36 24 18 14
Avg. # of business days 1.75 5.80 1.15 3.20 1.65 1.14 3.45 5.03 2.10 1.80 2.18 1.63
Installation C it ¢ Total # of installation commitments 31 22 38 54 37 35 40 43 45 32 31
I\r/|1isn.ast2rl132r d nggol/orzs:qmitment Total # of installation commitment met 31 22 38 54 37 35 40 43 45 32 31
met Total # of installation commitment missed 0 0 0
% of commitment met 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Customers Acct # for voice or bundle, res+bus 3479 3480 3479 3473 3486 3486 3473 3466 3465 3455 3447 3448
Customer Trouble Report
6% (6 per 100 working lines Total # of working lines 3529 3524 3523 3567 3573 3556 3539 3545 3533 3526 3528 3529
= |for units w/ 2 3,000 lines) Total # of trouble reports 26 96 49 31 30 21 28 18 16 16 31
= ' % of trouble reports 0.74 2.72 1.39 0.90 0.87 0.84 0.59 0.79 0.51 0.45 0.45 0.88
5 | 8% @ per 100 working ines 2B
o [for units w/ 1,001 - 2,999 lines) |-
c Y% of trouble reports
S |10% (10 per 100 working lines Total # of working lines
for units w/ 1,000 lines) Total # of trouble reports
% of trouble reports
Total # of outage report tickets 7 25 5 8 9 3 10 6 5 7 11
Adjusted Total # of.re|.oair tickets restored in < 24hrs 7 25 5 8 9 3 10 6 5 7 11
Out of Service Report % of repair t|cket§ restored € 24 Hours 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 10:48 188:44 50:9 68:38 37:11 54:59 19:26 76:46 56:49 29:58 28:46 42:52
' Avg. outage duration (hh:mm) 1:32 7:32 10:1 7:37 4:38 6:60 6:28 7:41 9:28 5:59 4:60 3:53
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 13 84 32 22 19 12 19 11 11 13 23
Unadjusted Total # of all repair tickets restored in < 24hrs 12 77 22 20 13 11 14 9 10 10 18
Out of Service Report % of repair tickets restored < 24 Hours 92.31 91.67 68.75 68.18 90.91 68.42 91.67 73.68 81.82 90.91 76.92 78.26
Sum of the duration of all outages (hh:mm) 66:18 1145:42 1024:28 606:60 74744 384:40 212:36 337:33 239:15 191:56 230:26 271:43
Avg. unadjusted outage duration (hh:mm) 5:6 13:38 32:0 27:33 33:59 20:12 17:43 17:45 21:45 17:26 17:43 11:48
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0 0
e 2% [TOGT # ofcalls o TR_Bilig & Non-Biig
seconds to reach live agent (w/ a menu option Total # of call seconds to reach live agent
to reach live agent) % < 60 seconds

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: requlatory@stcg.net
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] Total [] Exchang[+] Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2019
Reporting Unit Type: Reporting Unit Name: MRPSCAXG
Date filed Date filed Date filed Date filed
. . (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 56.40 1.25 18.65 21.68 25.44 36.48 6.71 70.92 24.74 74.88 50.63 48.72
Min. standard = 5 bus. days Total # of service orders 25 10 11 20 12 12 10 27 14 19 14 16
Avg. # of business days 2.26 0.12 1.70 1.08 2.12 3.04 0.67 2.63 1.77 3.94 3.62 3.04
Installation C it ¢ Total # of installation commitments 38 20 26 38 22 27 24 35 18 34 27 22
I\r/|1isn.ast2rl132rd irggol/orzs:qmitm ent Total # of installation commitment met 38 20 26 38 22 27 24 35 18 34 27 22
met Total # of installation commitment missed 0 0 0
% of commitment met 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Customers Acct # for voice or bundle, res+bus 1053 1050 1044 1047 1050 1055 1050 1052 1055 1057 1054 1047
Customer Trouble Report
N Total # of working lines
6% (6 per 100 working lines Total # of trouble reports
-c% for units w/ 2 3,000 lines) % of trouble reports
2 8% (8 per 100 working lines Total # of working lines 2563 2551 2550 2616 2610 2609 2606 2607 2599 2599 2593 2584
g for units w/ 1,001 - 2,999 lines) Total # of trouble reports 11 30 23 12 13 12 6 16 17 10 12 16
c ' ' % of trouble reports 0.43 1.18 0.90 0.46 0.50 0.46 0.23 0.61 0.65 0.38 0.46 0.62
= | 10% (10 per 100 working lines $SIZ: z 8]]: r:galg[:agrggzjts
for units w/ < 1,000 lines) % of trouble reports
Total # of outage report tickets 2 7 5 0 3 0 2 4 6 4 5 4
Adjusted Total # of.re|.oair tickets restored in < 24hrs 2 7 5 0 3 0 2 4 6 4 5 4
Out of Service Report % of repair t|cket§ restored € 24 Hours 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 8:46 66:52 62:0 0 41:51 0 2:22 26:35 45:52 46:29 8:51 26:34
' Avg. outage duration (hh:mm) 4:23 9:33 12:24 13:57 1:11 6:38 7:38 11:37 1:46 6:38
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 5 19 11 3 5 4 6 5 8 7 9 12
Unadjusted Total # of all repair tickets restored in < 24hr 3 15 11 2 4 3 5 5 l 5 8 10
Out of Service Report % of repair tickets restored < 24 Hours 60.00 78.95 100.00 66.67 80.00 75.00 83.33 100.00 87.50 71.43 88.89 83.33
Sum of the duration of all outages (hh:mm) 93:19 446:36 134:32 261:38 122:10 29:45 66:35 28:17 168:49 285:11 43:10 223:80
Avg. unadjusted outage duration (hh:mm) 18:39 23:30 12:13 87:12 24:24 7:26 11:50 5:39 21:60 40:44 4:.47 18:35
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0 0 0
Answer Time (Trouble Reports "TR", Billing & [T531% of calls for TR, Billing & Non-Billing
Non-Billing) Min. standard = 80% of calls £ 60 Total # of call seconds to reach live agent
seconds to reach live agent (w/ a menu option
to reach live agent) % < 60 seconds

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: regulatory@stcg.net
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mailto:regulatory@stcg.net




[] Total [_] Exchang[+] Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2019
Reporting Unit Type: Reporting Unit Name: YMLPCAXF
Date filed Date filed Date filed Date filed
. . (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 3.63 8.54 5.07 22.42 1.39 4.08 3.67 8.35 15.53 2.38 21.71 3.48
Min. standard = 5 bus. days Total # of service orders 4 5 3 7 4 5 8 7 7 6 11 7
Avg. # of business days 0.91 1.71 1.69 3.20 0.35 0.82 0.46 1.19 2.22 0.40 1.97 0.50
Installation C it ¢ Total # of installation commitments 6 7 4 10 8 10 13 8 8 9 12 9
I\r/|1isn.ast2rl132rd nggol/orzs:qmitment Total # of installation commitment met 6 7 4 10 8 10 13 8 8 9 12 9
met Total # of installation commitment missed 0 0 0 0 0 0 0 0 0 0 0 0
% of commitment met 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Customers Acct # for voice or bundle, res+bus 771 763 764 757 752 748 744 744 739 771 767 770
Customer Trouble Report
N Total # of working lines
6% (6 per 100 working lines Total # of trouble reports
-c% for units w/ 2 3,000 lines) % of trouble reports
2 8% (8 per 100 working lines Total # of working lines 1111 1107 1094 1088 1081 1070 1063 1054 1054 1050 1052 1046
g for units w/ 1,001 - 2,999 lines) Total # of trouble reports 7 13 8 3 8 5 5 6 2 2 4 9
c ' ' % of trouble reports 0.63 1.17 0.73 0.28 0.74 0.47 0.47 0.57 0.19 0.19 0.38 0.86
= | 10% (10 per 100 working lines $SIZ: z 8]]: r:galg[:agrggzjts
for units w/ < 1,000 lines) % of trouble reports
Total # of outage report tickets 1 2 3 2 3 2 1 1 1 0 0 3
Adjusted Total # of.re|.oair tickets restored in < 24hrs 1 2 3 2 3 2 1 1 1 0 0 3
Out of Service Report % of repair t|cket§ restored € 24 Hours 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00 100.00
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 0 30:3 20:32 24:44 20:16 18:27 0:30 5:19 1:12 0 0 17:45
' Avg. outage duration (hh:mm) 0 15:1 6:50 12:22 6:45 9:13 0:30 5:19 1:12 0 0 5:55
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 2 8 6 2 3 4 3 2 2 2 1 7
Unadjusted Total # of all repair tickets restored in < 24hr 2 6 6 2 3 4 3 1 1 1 1 5
Out of Service Report % of repair tickets restored < 24 Hours 100.00 75.00 100.00 100.00 100.00 100.00 100.00 50.00 50.00 50.00 100.00 71.43
Sum of the duration of all outages (hh:mm) 0 227:4 91:50 24:44 20:16 23:46 4:15 32:37 31:45 36:40 0:70 114:28
Avg. unadjusted outage duration (hh:mm) 0 28:23 15:18 12:22 6:45 5:56 1:25 16:18 15:52 18:20 0:70 16:21
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0 0 0
Answer Time (Trouble Reports "TR", Billing & [T531% of calls for TR, Billing & Non-Billing
Non-Billing) Min. standard = 80% of calls £ 60 Total # of call seconds to reach live agent
seconds to reach live agent (w/ a menu option
to reach live agent) % < 60 seconds

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: regulatory@stcg.net
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